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SUMMARY CONFERENCE PROCEEDINGS

California Governor Gray Davis has directed state government to improve effectiveness and
provide better service by utilizing technology. This technology, called “eGovernment”, includes a
number of technology initiatives that are proposed or underway.

To be successful eGovernment must be designed with the user in mind. On October 26,2000
over 75 individuals began a design process in the groundbreaking Life Event and Affinity Design
(LEAD) workshop. Sponsored by the Governor’s Office for Innovation in Government, the
primary goal was to leverage technology or eGovernment to break down bureaucratic barriers
to customer service.

Participants identified “life events,” where citizens interfaced with government and then they
considered current and possible future services associated with the event. Throughout the day
the group responded to various questions enabling out-of-the-box thinking, logical sequencing
and an opportunity to visualize uncomplicated access to government services.

A design team of private sector and state and local government representatives worked with the
Governor’s Office to define workshop objectives and affinities, or relationships of events that
Californians typically experience. The group then invited a cross section of individuals, service
providers, students, technologists, and others with an interest in improving government services,
to attend. The goal was to ensure a full spectrum of ideas.

Each of the day’s activities provided insight, identified shortfalls and envisioned a new way of
government doing business. The work product reflected Californian’s day-to-day life experience.

After welcoming remarks by Steve Nissen, Director of the Office of Planning and Research and
Special Assistant to the Governor for the Governor’s Office for Innovation in Government, the
group began identifying key life events involving government.

COMMON LIFE EVENTS INVOLVING GOVERNMENT
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Participants were divided into nine groups. Participants were asked to write down common life
events that might trigger a need for government services. To assist in this thinking, the topic was
divided into a timeline reflecting:

Pre-Natal through Pre-Teen Pre-Teen to 18 years
18 years to 40 4| years through 50 years
50, 60 and 70 years 80-plus years

Professional Licenses and Non-Age Related Events
Starting a Business Employment

Participants then moved to walls of paper and transcribed their thoughts. Some activities were
applicable more than once and at various stages of life. Some were one-time occurrences. There
were no right or wrong answers—ijust activities that could trigger the need for government
services.



DEVELOPING A STATE PORTAL

Participants then considered the idea of a “portal” and how it would help California’s citizens
access government services. A state portal was defined as a centralized location where
information on government services could be accessed from a logical starting point. As an
example, parts of a state portal could begin with “My Car” or “Education”. It would be
accessible through a variety of means, not just the Internet. It would be intuitive, easy to use, and
would enable individuals to obtain any of the information that they deemed applicable to their
specific circumstance.

PORTAL DEMONSTRATION

The group viewed a sample portal demonstration with the theme “My Car”.

By clicking on “My Car”, the portal, enabled by Internet technology, navigated to the Department
of Motor Vehicles (DMV) site. While in the site, the participants saw how to obtain information
on getting a driver’s license; click and view a sample practice test. When ready, click again and be
directed to the location of all DMV offices in specific areas of the state. Next, click and obtain a
map.

The point of the demonstration was to show how easily information can be obtained when
grouped in a way that was applicable to the perceived need.

ANALYZING THE LIFE EVENTS

Participants then analyzed life events and worked as independent groups, each taking a section of
the time line. Next, the participant-stakeholders reported on the various themes for their
particular category. Participants were provided a set of four thought provoking questions to
assist them in their discussion. They were:

I) What type of life events trigger an interaction with government and what
are the themes and trends of the logical groupings of these life events?

2) What items involve similar issues or services!

3) What are some of the agencies that would be involved in providing these
services!

4) If the same lifeline were completed ten years from now, what would be
different?

There were some obvious themes.

Pre-Natal through Pre-Teen
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This group underscored the importance of pre-natal care, parenting, nutrition, hospital and
medical services. They also identified immunizations, child care, pre-school and kindergarten
readiness, toy safety and custody issues as fundamental issues in a child’s development. They
discussed the cross over between health, education, safety, and family and believed that not only
government but churches, libraries, regional centers and community based organizations played a
role in these life events.



Pre-Teen to |18 years

This group cited education, death, disability, issuance of a driver’s license, sexual activity, divorce,
sports and community involvement among their concerns.

Of the agencies identified that would affect and/or impact this age category, the Internal Revenue
Service (IRS), DMV, health departments, justice system, parks and recreation topped the list.

This group felt that in the future education and employment would be different as a result of
enhanced technologies, there would be more pre-teens, and more involvement in the communities.

18 years to 40 years

Spanning a greater continuum, diversity of opinion and life events began to expand. Highlights in
this category were:

Career decisions Career mobility
Training Family and children
Business enterprises Marriage
Education

Savings and investments including buying a home, college and planning for retirement

Even though the age span was large, crossover in terms of community occurred. Emphasis was
placed on housing, public safety, neighborhood councils, volunteer services, churches,
transportation, and legal issues all related at various stages of life. A number of agencies were
involved in this stage such as housing, education, health and finance.

Ten years from now marriage, children, home ownership, employment, health, political
involvement, and community engagement would still be vital issues for these stakeholders.

4] years to 50 years

This group began to identify issues such as aging, retirement, divorce and remarriage, career
changes, health and disability, financial and life style issues, recreation and travel. The sandwich
generation issues surfaced as this age group was caring for aging parents and often had children
returning home with grandchildren in tow. Retirement planning came to the forefront as well as
college tuition costs.

Agencies involved were the IRS, health and human services, the courts, banking, corporations,
trade and commerce, parks and recreation, to name a few.

Planning for long-term care was mentioned for the first time as well as an acknowledgment to
sustain our natural resources, and learning to deal effectively with changes in relationships with
children, family members and friends.

50, 60 and 70 years
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Emotional issues such as the loss of a spouse or family member, children leaving home, the birth
of grandchildren, retirement and finances, taxes, economics and banking, legal matters, elder care,
transportation surfaced in this age category. Financial adjustments, retirement, social security
and health maintenance were cited as probable activities for this group.

Service providers were the DMV, Franchise Tax Board (FTB), IRS, Health and Human Services
Agency (HHSA), the justice system and colleges and universities.



80-plus years

Ten years out this group hoped to see universal electronic access, improved transportation
means including electric vehicles and hybrids, consortium relationships and a greater desire for
human interaction.

Health, family, and death and dying were the discussion points for this group including:

Medical and benefits lliness

Preventative medicine Nursing homes

Personal assistants Great grand children

Separation Loneliness

Elder abuse Relocation

Loss of pets Hospice

Living trusts, wills, powers of attorney Loss of partners, children, family and friends

A variety of agencies were involved with this age category including: Department of Health
Services (DHS), Managed Care, DMV, Consumer Affairs, FTB, County Departments of health,
human services, social services, legal aid, para-transit, and senior centers.

This group was highly engaged when asked what would be different for them ten years out. They
included hobbies, new relationships, sense of worth, volunteerism and community involvement,
friends, pets, and sustained courage.

Professional Licensing and Non-Age Related Events

Individual license, non-profit license and certification, and for-profit license, certification and
accreditation standards were cited as triggering an interaction with government. As such,
applications forms and processes, documentation, prerequisites and reciprocity (across state
lines) were areas where improvement and streamlined operations should occur. Additionally,
renewal, continuing education and revocation/suspension can be handled on-line in the future.

Starting a Business
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Research was the starting point for this group. Should one start a new business? What would it
be? Is it possible to do? After those decisions the next questions were: What are the
requirements for start-up! Do | need a registration or license! What about permits and zoning
issues! What are the tax implications? How do | train employees?

Agencies involved in new business development were plentiful. They included: Employment
Development Department, Finance, Insurance, Franchise Tax Board, the Attorney General,
Secretary of State, Consumer Affairs, Department of Corporations, Department of Real Estate,
Trade and Commerce Agency—and these were only at the state level! Local and federal
jurisdictions were often involved as well.

Ten years from now this group anticipated electronic research, electronic filings and paperwork.
One participant indicated “Networks beyond our comprehension”. They expected a
consolidation of registration functions and fees accommodated on line.



Employment

One of the life events that affected employment was child care. While many services were
indicated as available, child care topped the list as to a specific need for many participants.
Benefits, job training and preparedness, health and safety, and education were important and
critical to successful long-term employment.

Many agencies were involved in the various aspects including those initiated at the federal level
and distributed through local government.

Ten years from now improved quality of life, consolidation of services, telecommuting, greater
affordable housing availability, improved transportation and simplification/efficiency of delivery
services were the anticipated norms.

INFORMAL DISCUSSION

Participants were encouraged to meet one another and continue informal discussion during a
buffet luncheon. Many participants found the interaction with one another as useful as the
workshop itself.

MIND MAP

After lunch participants began mapping possible  Sample—My Car Office Locations
state portals. Thinking of life events instead of

an existing bureaucracy, they were asked to
create a place on the Internet where someone
might seek services. Participants were to create
names for the places and describe the helpful

Sample Driving test

information or services that would be there.

LB W Working together, participants focused on the 8’ x 16’ board in the meeting

. room. They were asked to first identify the branches on a tree that would be
major issues related to the life events. They were then asked to indicate
limbs or twigs that sprouted from the branches. With each suggestion a
physical vision to provide easier access to government services began to
emerge. There was no critique or censorship of ideas.

A

¥

||
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Along with the map, the energy in the room continued to build. After several
minutes, the facilitator then gave the group the option to continue writing or
move to the next portion of the workshop. The overwhelming response was
to continue to write, expand and identify areas. The group then picked up
pens and began to write on the board anything that would expand their vision. Once completed,
participants were given color-coded stickers and asked to put the stickers on the areas they
believed to be the most important areas for the focus of eGovernment.
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ANALYZING THE MAP

Divided into groups again participants were asked to analyze both the map and the color-coded
votes.

The overwhelming response was focused on business issues. This topic was so heavily weighted
that an entire day could be spent on this subject alone. Citing traditional business issues such as
permitting, registration, licensing and forms processing that could be transacted via the Internet,
this category identified affinities with non-profit foundations, small business enterprise and
community redevelopment.

Consistent with previous LEAD workshops, education held a prominent place in the discussion.
It was identified as linking with youth, public safety, employment and myriad other branches.

The Los Angeles LEAD held significant discussion on community action. Fighting poverty,
providing food and low income housing, encouraging education, child care services and
employment ranked high on their list of needs. The clergy figured prominently as one
component to address these concerns.

Also identified as a top priority was the momentum of international trade development. Los
Angeles is, and continues to be, a hub for international trade and innovation.

A copy of the mind map for the Los Angeles workshop is available on our web site.

STAKEHOLDER ANALYSIS

The next activity reorganized participants into stakeholder groups specific to their areas of
expertise. Considering areas emphasized on the map, participants identified how services were
currently delivered and what future service delivery should look like. Some highlights follow:

Basic Subsistence (food, housing and transportation)

Current

Future

Employment, transportation and health were the topics of interest. One-stop systems for job
training, grants, private and public educational institutions, internships, apprenticeships and
temporary agencies fulfilled the public need.

Education—electronically accessible; planning and promotion of mass transit, telecommuting and
subsidized alternative transportation is the vision for the future.

Public Safety, Criminal Justice

Current

Future
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Public safety and protection services are fragmented and reactive. There are many crosscutting
issues that should be aggregated for streamlined delivery.

Forget about control this group stated. Eliminate the artificial boundaries and provide a well-
linked resource site for medical, insurance, shelter, notification, fraud, emergency aid and
counseling.



Education

Current

Future

Education is a “people intensive business” and the linchpin to successful families and
communities. Education is a lifelong process beginning at 0 to 99 plus. The group said that
parents are the first teachers and their involvement in early childhood development and
education is critical. Presently services do not always meet family needs.

Education will need to accommodate the diversity of our population. There will be multiple
delivery systems including standards for testing, homework on line, distance learning and 24-hour
accessibility. Technology will augment classroom instruction and be another teaching resource.

Local Government

Current

Future

Health Care

Current

Future

Training in the use of technology is deficient as is the equipment and compatibility of systems.

Expanded use of web-based technology and availability through shopping mall kiosks, through
community-based organizations and public/private partnerships. Agency cross training,
knowledge based workers, improved customer service integration of faith-based organizations is
the wave of the future.

Health care crosses the boundaries. Service delivery is through public, e.g., government clinics;
private, multinational, small local clinics; and non-profits. Delivery of services is built upon silos
and there is a need for public/private partnerships to address the diversity and needs of the
population.

Seamless service delivery—no silos. Health care and access to services will cross organization
and financial boundaries.

State Government

Current

Future

The focus for this group was employment and transportation. Both were seen as fragmented
offerings, inadequate “user-friendly” information on services or methods; difficult to access with
numerous inconsistencies.

Personalized information; easy access to information and services; consolidation of services; and
timely data.

Community Based Organizations

Current

Future
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CBO participants focused on the environment and health and social service systems. Advocacy,
education, action and leadership were the fundamental descriptors for environmental causes.
Advocacy, education, mentors and social workers were the primary indicators for health and
human service delivery. More involvement and more effective education was the outcry

Advocate for simplicity and integrate services by non-profits at the local level. This group had a
desire to retain and strengthen people-to-people contact and problem solving.



Trade and Commerce, Insurance, Security and Tax

Current

Future

Insurance is delivered by direct means including agents, phone, mail and Internet. Public Safety
(security) is delivered by outreach, volunteer and professional organizations and educational
forums such as colleges, government agencies, the Internet and print/digital media.

Services in the future should be delivered by any and all means, including Internet, one-to-one,
mail, phone, and fax.

Starting a Business/Economic Development

Current

Future

Employment

Current

Future

What one needs for business startup is confusing and not centrally located. There are zoning
issues, permits, licenses, taxes, registration, and regulations to navigate. Many providers are
available to assist including:

City—business licenses

County—taxes, recorder, business licenses

State—EDD, Finance, Insurance, Franchise Tax Board, Attorney General, Corporations, Consumer
Affairs, Real Estate, Trade and Commerce

Federal—Small Business Administration, Treasury, Internal Revenue Service

Consolidate required, routine functions; provide for electronic research, paperwork processing
and network opportunities. Make it global and provide universal access. Eliminate barriers and
redundancy.

Employment is often hampered by the availability of childcare. While these services are available
often they are inconveniently located, expensive and inflexible in terms of hours of operation.
Employment resources were somewhat fragmented with many different agencies involved in
benefit delivery, training, and recruiting. The workforce was getting older based in part on
economic conditions.

This group predicted more telecommuting and flexible schedule alternatives; improved quality of
life as a result of this flexibility as well as an increase in available housing, transportation
alternatives and simplified access to services.

Business and Economic Development

Current

Future
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This group segmented business, education and international trade as their focus. They felt trade
associations, trade letters and one-on-one interaction were the primary activities to encourage
business and economic development. Some in the group indicated that, although there were
opportunities for economic development in their communities, often there was still a “hit or
miss” mentality rather than a focused plan.

This group perceived that there would be a marked improved in the ability to access information
through electronic means. As a result there would be improved business opportunities, solid
infrastructure and new business and economic growth opportunities.



SUMMARY

This compilation of data began to take shape with the idea that a statewide portal, appropriately
designed, would provide easier access and better service delivery. It also heightened the
awareness that it would be a difficult undertaking but one that ultimately could be accomplished.

Through a “popcorn” approach, ideas were captured which would enhance a statewide portal
design. For example: “Be sure it works...” “Do not use abbreviations or acronyms.” “Keep in
mind the target audience.” “Use simple, plain English...” “Focus on customers and plug into
egovernment with specific needs...” “Reengineer to remove boundaries between agencies.”

CLOSING OUT THE DAY’S WORK
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The last activity was a survey of the participant groups. They identified barriers to the
implementation of eGovernment and how the state of California could realistically begin to
move eGovernment forward. Working as individuals and then in stakeholder groups, the
participants answered the following questions:

1. What would compel you to use electronic means to access government services?
Convenience was the factor most sought after by stakeholders. Timeliness ranked second.

2. What do you perceive to be the primary inhibitor to accessing government services via electronic means?
Lack of equipment was cited as the primary inhibitor. Government sector readiness ranked
second and Internet access was third.

3. Reflecting on your own organizations, how long do you think it would take before they would be ready
and could execute electronic services to citizens?
A majority (70%) indicated it would take their own organizations less than one year to execute.

4. What role can your community/organization play in helping to make electronic government a reality?
A number of ideas were put forth including:

“Continue to enhance efforts already underway.”

“Get involved.”

“Link our web site information into a single portal.”

“Provide access and information to Internet use.”

“Hold workshops like this in my organization (State of CA DWC).”

“Information dissemination and outreach.”

“Integrate government information and non-profit information.”

5. Based on today’s activities what is the most exciting outcome for future planning?

“The fact that LEAD was created is exciting. Kudos to the Governor and his team.”
“Government interest! Enthusiasm towards meeting the goal in a manner that will be useful to
California citizens.”

“Consolidation/seamless borders commitment and investment.”

“Actually do something worthwhile with the input.”

“Ease of access to information and government services.”

“All on-line interaction for those of us who want it

“Nice to see multiple levels of government working together.”

“It’s good that the state is using the ground up approach to gather information that will help
government be more user friendly.”

“Emphasis on seamless approach to service delivery, even across agency boundaries...”



FUTURE PLANS

Once the primary areas of focus are developed additional topic-specific planning sessions may be
scheduled. Participants are encouraged to remain involved with the process and any comments,
suggestions or ideas are welcome.

Interested readers may also view a summary and photos from the Fresno and Sacramento events
on our web site: www.iig.ca.gov. In addition to this document, videotape of the day’s activities
will be provided to executives to assist with the creation of department specific eGovernment
strategies.

THANKYOU
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Steve Nissen, thanked the stakeholders for their participation and encouraged them to remain
involved in the process. Lisa Beutler, Consultant to the Governor’s Office for Innovation in
Government and workshop leader, thanked the participants, the design team, volunteers and
sponsors for their time and contributions to this critical effort.



PARTICIPANTS
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Khalid Al-Faris
Sharon Alvarez
Alan Arkatov
Teresa Baudet
Eugene Bohatch
Earl Bradley
Russ L. Brawn
Gerald Brown

Debbie Cabreira-Johns

Charles Chang
Gail Church
Robert Connors
Edward Corbett
Jim Culbeaux
Patricia Culliver
Barbara Custen
Jesus Delgadillo
Paul Dirksen
Michael Dolphin
Barbara Edwards
Clarence Espinosa
David Esselman
Ray Gen

Susan Giesberg
Urla Gomes-Price
Juan Gonzalez
Rudy Gordon
Tess Gormley

Jim Gourley
Kathrene Hensen
Nancy Jenkins
Gretta King-Smith
Sheryl Leverette
Paul Magee
Paymaneh Maghsoudi
Duncan Mclntosh
Lillian Mobley
Claudia Moore
Patrick Moorhead
Linda Morgan
Cope Norcross
Libby Northrup
Epi Ortiz

Marlene Parker
Allen Perloff
Larry Perrin

Mercury Insurance Group

CAL Poly, Pomona

Online learning.net

California Manufacturing Technology Center
Center for International Trade Development
Los Angeles County, Chief Information Office
CEDPA K12 Technologists

San Bernardino County, Community Services Department
Los Angeles County of Small Business

Korean Youth & Community Center

Tree Musketeers

CALTRANS

Drew University

Department of Industrial Relations

City of Pomona, Community Life Commission
Metropolitan Cooperative Library System
Gang Violence Bridging Project

Department of Housing and Community Development
EDD

Riverside County Library, Perris

Los Angeles Community Development Department
Governor’s Office for Innovation in Government
El Segundo High School

California Attorney General’s Office

Episcopal Community Federal Credit Union
Los Angeles Chamber of Commerce

Design Group

Department of Industrial Relations
Arrowhead Group

Federal Executive Board

Los Angeles County Office of Education
After the Abuse

US General Services Administration

Triangle Christian Services

Azusa City Library

CALTRANS

South Central Senior Services Center

City of Los Angeles Housing Authority
Advanced Organization Architecture
Department of Industrial Relations

Small Business Development Center
Contractors’ State License Board

Retired Teacher

Long Beach Police Department

Department of Industrial Relations

AAA Southern California



PARTICIPANTS (continued)
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Roger Possner
Ed Quinteros, Jr.
Kristine Rabago
Mike Rodrian
Consuelo Rodriguez
Maria Rodriguez
Angelica Roque
Forescee Rowles
Robert Ruben
Gilbert Sanchez
Kurt Schlichter
Janice Schuerman
Jean Scully
O’Keea Singleton
Chris Smith
Major Russell A. Smith
Richard Stahl
Curtis Tani
Danny Tillman
Jovic Tirona
Priscilla Vasquez
Michelle Watson
Bill Wenger, CPM
Rene Whitehead
K.C.Yang

Covina Public Library

Department of Real Estate

Agricultural Labor Relations Board

Center for Health Statistics

CAL Poly, Pomona, Early Childhood Development Center
LaPetit

Tree Musketeers

Community Financial Resource Center

Greater Bethany EDC

Gang Violence Bridging Project

Albertsons

City of Redondo Beach

National Health Foundation

City of Los Angeles

California National Guard

INFO-LINE of Los Angeles

Customer Services Bureau

San Bernardino City Unified School District
Department of Industrial Relations

Los Angeles Community Development Department
Contractors’ State License Board

Kilroy Realty Corporation

Greater Bethany EDC

Korean Community Information Services
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DESIGN TEAM

Donna Begay
Lisa Beutler

Ken Blackwood
Robin Canale
Jon Cantor
Laura Cartwright
Jim Culbeaux
Jerri Dale

Shirley Grace
Steve Halley
Colleen Hamel
Shirley Harris
Johnathan Hou
Sharion Jenkins
John Jewell

Mike Kassis

Lee Kincannon
John Kriege
Randall Martinez
Kevin Matsuo
Sara Matta
Steven L. McGlover
Brian Melville
Bob Metzker
Julia Miranda-Bursell
Judy Nevis
Linden Nishinaga
Julia Runyon
Marlene Parker
Mary Purvis
Ginger Scalia
Rose Schembri
Steven Steinbrecher
Steve Sunderland
Chuck Supple
Adam Sutkus
Judith Toledano
Bill Welty

California Conservation Corps

Governor’s Office for Innovation in Government
San Joaquin Valley Black Chamber of Commerce
New Millennium Consulting, Inc.

Cantor & Weinshenk

New Millennium Consulting, Inc.

DIR-Div. of Administration-Information Systems
Governor’s Office for Innovation in Government
Fresno County Sheriff’s Department
Cooperative Personnel Services

County of Fresno

Dept. of Housing & Community Development
Axiom Engineering and Science Corp.

DGS, Real Estate Services Division

CRB, California State Library

Office of Statewide Health Planning & Dev.
Department of Insurance

Office of Statewide Health Planning & Dev.
Cordoba Corporation

Department of Education

United Way of San Diego

Qasis Office Products, Inc.

Best Consulting

California Highway Patrol

Health & Human Services Data Center

Dept. of Housing & Community Development
Asian American Architects/Engineering Assoc.
Governor’s Office for Innovation in Government
Long Beach Police Department
DGS/Procurement Division

DOIT

DGS/Procurement Division

Contra Costa County

CDF, Sierra/South Region

CA Commission on Improving Life through Svcs.
Governor’s Office for Innovation in Government
Governor’s Office for Innovation in Government
Air Resources Board
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